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DETAILED ACTION 

Reopening of Prosecution 

1. In view of the Pre-Appeal Brief request filed on 10-13-2008, PROSECUTION IS 
HEREBY REOPENED because Applicant's arguments are persuasive. A new action is set forth 
below. 

Claim Rejections - 35 USC § 112 

2. The following is a quotation of the second paragraph of 35 U.S.C. 112: 

The specification shall conclude with one or more claims particularly pointing out and distinctly claiming the 
subject matter which the applicant regards as his invention. 

3. Claims 1, 2, 13, 17, 22, and 24 are rejected under 35 U.S.C. 1 12, second paragraph, as 
being indefinite for failing to particularly point out and distinctly claim the subject matter ' . . .a 
combination thereof. . . ' which applicant regards as the invention. It is unclear what the 
limitation ' . . .a combination thereof. . . ' refers to in all the claims. This limitation is not recited in 
the specification of the instant application. Appropriate action is required. 

4. Claim 22 recites the limitations "the business process" and "the handling". There is 
insufficient antecedent basis for these limitations in the claim. 

5. Claim 24 recites the limitation "the handling". There is insufficient antecedent basis for 
this limitation in the claim. 
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Claim Rejections - 35 USC §102 

6. The following is a quotation of the appropriate paragraphs of 35 U.S. C. 102 that form the 
basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(e) the invention was described in (1) an application for patent, published under section 1 22(b), by another filed 
in the United States before the invention by the applicant for patent or (2) a patent granted on an application for 
patent by another filed in the United States before the invention by the applicant for patent, except that an 
international application filed under the treaty defined in section 351(a) shall have the effects for purposes of this 
subsection of an application filed in the United States only if the international application designated the United 
States and was published under Article 21(2) of such treaty in the English language. 

7. Claims 1-13, 16-18, and 20-24 are rejected under 35 U.S.C. 102(e) as being anticipated 
by U.S. Pat. No. 7,027,586 by Bushey et al, hereinafter Bushey. 

Regarding claim 1, Bushey discloses a system (Figures 1 and 2; col. 5, line 43 - col. 7, 
line 16) for processing user inquiries (i.e. customer requests or services) (col. 7, lines 17-36), the 
system comprising: 

a global knowledge database (i.e. agent data processor and interfaces; Fig. 2: 240, 250) including 
a plurality of categorized responses (i.e. communications modalities; attributes of an agent; 
various modes for transmitting and storing information including: voice, instant messaging 
sessions, email) (col. 5, lines 4-37) corresponding to a plurality of user inquiries (i.e. customer 
request for service; requested or identified communications modality) wherein each categorized 
response comprises at least one identifier (i.e. agent model; col. 5, lines 38-42) (col. 8, line 67 - 
col. 9, line 32; col. 11, lines 5-19; col. 12, lines 47-53); 

a first response system (i.e. human agent; Fig. 1 : 171, 172, 173) in communication with the 
global knowledge database (Fig. 2: 240, 250) (col. 8, line 58 - col. 9, line 3), the first response 
system configured to provide a first categorized response (i.e. voice, instant messaging sessions, 
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email) included in the global knowledge database to a first user inquiry (i.e. customer request for 
service; requested communications modality) (col. 9, lines 4-20; col. 11, lines 26-41), the first 
response system being of a first type of response system (col. 6, lines 43-53; col. 10, lines 40- 
46); 

a second response system (i.e. interactive voice response unit or automated agent; Fig. 1 : 160, 
161) in communication with the global knowledge database (Fig. 2: 240, 250) (col. 8, line 58 - 
col. 9, line 3), the second response system configured to provide a second categorized response 
(i.e. communications modalities; attributes of an agent; various modes for transmitting and 
storing information including: DTMF modality, speech recognition) included in the global 
knowledge database to a second user inquiry (i.e. customer request for service; requested 
communications modality) (col. 9, lines 4-20; col. 11, lines 26-41), the second response system 
being of a second type of response system (col. 6, lines 29-41 and lines 54-61; col. 10, lines 40- 
46); 

an analysis database (i.e. match processor; Fig. 2, 270) configured to store and analyze first data 
(i.e. match scores) relating to the categorized responses provided by the first response system and 
the second response system, and second data (i.e. retrieved agent models) relating to the 
identifiers of the first response and the second response (col. 9, lines 33-41); and 
a report generator (i.e. routing processor; Fig. 2, 280) configured to generate an interactive report 
(i.e. a list of best matched agents) using the data stored in the analysis database, wherein the 
report comprises a plurality of categories, wherein each category corresponds to a response 
system (i.e. agent), a categorized response (i.e. modality), an identifier of a categorized response 
(i.e. agent models), or a combination thereof (col. 9, line 42 - col. 10, line 1 1). 
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Regarding claim 2, the system of claim 1, wherein Bushey discloses the identifiers are 
selected from the group consisting of response identifiers, system identifiers (i.e. agent models), 
customer identifiers, inquiry identifiers, time identifiers, activity identifiers, status identifiers, 
model identifiers, vendor identifiers, outcome identifiers, and a combination thereof (col. 8, line 
58 - col. 9, line 55). 

Regarding claim 3, the system of claim 1, wherein Bushey discloses the first response 
system comprises a live-agent response system (i.e. human agent; Fig. 1: 171, 172, 173) (col. 6, 
lines 43-53; col. 9, lines 4-20; col. 11, lines 26-41). 

Regarding claim 4, the system of claim 1 , wherein Bushey discloses the second response 
system comprises an automated response system (i.e. interactive voice response unit or 
automated agent; Fig. 1: 160, 161) operable to communicate with the knowledge database 
independent of the first response system (i.e. human agent; Fig. 1 : 171, 172, 173) (col. 6, lines 
29-41 and lines 54-61; col. 9, lines 4-20; col. 11, lines 26-41). 

Regarding claim 5, the system of claim 1, wherein Bushey further comprising: a user 
information database (i.e. database; internal resources) configured to store user information; 
wherein the first response system is configured to retrieve information from the user information 
database in responding to the first user inquiry (col. 6, line 62 - col. 7, line 16). 

Regarding claim 6, the system of claim 1, wherein Bushey discloses the first response 
system (i.e. human agent; Fig. 1: 171, 172, 173) and the second response system (i.e. interactive 
voice response unit or automated agent; Fig. 1: 160, 161) are distributed (col. 6, lines 29-61). 

Regarding claim 7, the system of claim 1, wherein Bushey discloses the first response 
system (i.e. human agent; Fig. 1 : 171, 172, 173) and the second response system (i.e. interactive 
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voice response unit or automated agent; Fig. 1: 160, 161) are integrated (col. 6, line 62 - col. 7, 
line 10; col. 8, line 58 - col. 9, line 3). 

Regarding claim 8, the system of claim 1, wherein Bushey discloses the global 
knowledge database further comprises a plurality of templates (i.e. information related to 
products and services) for responding to inquiries from users (col. 6, line 62 - col. 7, line 10; col. 
10, line 23-40). 

Regarding claim 9, the system of claim 1, wherein Bushey discloses the first response 
system (i.e. human agent; Fig. 1 : 171, 172, 173) is configured to use a first of the plurality of 
templates (i.e. information related to products and services) to respond to the first user inquiry 
and wherein the second response system (i.e. interactive voice response unit or automated agent; 
Fig. 1 : 160, 161) is configured to use the first of the plurality of templates (i.e. information 
related to products and services) to respond to the second user inquiry (col. 6, line 62 - col. 7, 
line 10; col. 10, line 23-40). 

Regarding claim 10, the system of claim 9, wherein Bushey discloses the first system 
comprises a live agent response system (i.e. human agent; Fig. 1 : 171, 172, 173) and the second 
response system comprises an automated response system (i.e. interactive voice response unit or 
automated agent; Fig. 1: 160, 161) (col. 6, lines 29-61). 

Regarding claim 1 1, the system of claim 1, wherein Bushey further comprising an 
analysis engine (i.e. agent data processor; Fig. 2, 250), wherein the analysis engine is configured 
to determine the number of times a categorized response is generated by the first response 
system (col. 9, lines 4-60; col. 11, lines 5-41). 
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Regarding claim 12, the system of claim 1, wherein Bushey further comprising an 
analysis engine (i.e. agent data processor; Fig. 2, 250), wherein the analysis engine is configured 
to updated the analysis database (i.e. match processor; Fig. 2, 270) when a categorized response 
is generated by the first response system (col. 9, lines 4-60; col. 11, lines 5-41). 

Regarding claim 13, Bushey discloses a method for managing user inquiries (i.e. 
customer requests or services) (col. 7, lines 17-36), the method comprising: 
receiving an inquiry from a user (i.e. customer request for service; requested or identified 
communications modality) (col. 7, lines 17-36); 

retrieving a categorized response (i.e. communications modalities; attributes of an agent; various 
modes for transmitting and storing information including: voice, instant messaging sessions, 
email) (col. 5, lines 4-37) to the user inquiry from a global knowledge system (i.e. agent data 
processor and interfaces; Fig. 2; 240, 250) wherein each categorized response comprises at least 
one identifier (i.e. agent model; col. 5, lines 38-42) (col. 8, line 67 - col. 9, line 32; col. 11, lines 
5-19; col. 12, lines 47-53); 

providing the categorized response to the user with a response system (i.e. human agent; Fig. 1 : 
171, 172, 173; interactive voice response unit or automated agent; Fig. 1 : 160, 161) (col. 8, line 
67 - col. 9, line 32; col. 11, lines 5-19; col. 12, lines 47-53); 

storing an identifier of the categorized response (i.e. match scores) in an analysis database (i.e. 
match processor; Fig. 2, 270); 

storing an identifier of the response system (i.e. retrieved agent models) in the analysis database 
(col. 9, lines 33-41); and generating a report (i.e. a list of best matched agents) using the 
identifiers stored in the analysis database (col. 9, line 42 - col. 10, line 11); wherein said report 
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comprises an illustration (i.e. a list of best matched agents) of categorized responses organized 
into a plurality of categories corresponding to a categorized response (i.e. modality), an identifier 
(i.e. agent models), a response system (i.e. agent), or a combination thereof, wherein the plurality 
of categories are proportionally sized (col. 9, line 42 - col. 10, line 1 1), and wherein selection of 
a category from said plurality of categories causes a display of linked additional data (i.e. 
additional agents may be added to the list and allowed to service the customer while a selection 
is pending) (col. 9, line 42 - col. 10, line 1 1). 

Regarding claim 16, the method of claim 13, wherein Bushey discloses further 
comprising using the generated report wherein using the report comprises indicating when a 
retrieved categorized response does not satisfactorily address the inquiry from the user (col. 9, 
line 42 -col. 10, line 11). 

Regarding claim 17, Bushey discloses a system (Figures 1 and 2; col. 5, line 43 - col. 7, 
line 16) for processing user inquiries (i.e. customer requests or services) (col. 7, lines 17-36), the 
system comprising: 

a first response system (i.e. human agent; Fig. 1: 171, 172, 173) configured to provide a first 
categorized response (i.e. voice, instant messaging sessions, email) to a first user inquiry (i.e. 
customer request for service; requested communications modality) (col. 9, lines 4-20; col. 11, 
lines 26-41), 

wherein the first categorized response comprises at least one identifier (i.e. agent model; col. 5, 
lines 38-42) (col. 8, line 67 - col. 9, line 32; col. 11, lines 5-19; col. 12, lines 47-53), the first 
response system being a first type of response system (col. 6, lines 43-53; col. 10, lines 40-46); 
a second response system (i.e. interactive voice response unit or automated agent; Fig. 1 : 160, 
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161) configured to provide a second categorized response (i.e. communications modalities; 
attributes of an agent; various modes for transmitting and storing information including: DTMF 
modality, speech recognition) to a second user inquiry (i.e. customer request for service; 
requested communications modality) (col. 9, lines 4-20; col. 1 1, lines 26-41) independent of the 
first response system (i.e. human agent; Fig. 1: 171, 172, 173) (col. 6, lines 29-41 and lines 54- 
61; col. 9, lines 4-20; col. 11, lines 26-41), 

wherein the second categorized response comprises at least one identifier (i.e. agent model; col. 
5, lines 38-42) (col. 8, line 67 - col. 9, line 32; col. 11, lines 5-19; col. 12, lines 47-53), 
the second response system being a second type of response system (col. 6, lines 29-41 and lines 
54-61; col. 10, lines 40-46); 

a global knowledge database (i.e. agent data processor and interfaces; Fig. 2: 240, 250) 
configured to communicate with the first response system and the second response system (col. 
8, line 58 - col. 9, line 3); 

an analysis database (i.e. match processor; Fig. 2, 270) configured to store and analyze data (i.e. 
match scores; retrieved agent models) related to the categorized responses (i.e. modalities), the 
response systems (i.e. agents), the identifiers (i.e. agent models), or a combination thereof (col. 9, 
lines 33-41); and 

a report generator (i.e. routing processor; Fig. 2, 280) configured to generate a report (i.e. a list of 
best matched agents) based on the data analyzed by the analysis database, wherein the report 
comprises at least one recommendation (i.e. best match) regarding at least one response system 
(i.e. agent) (col. 9, line 42 - col. 10, line 1 1). 
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Regarding claim 18, the system of claim 17, wherein Bushey discloses the second 
response system comprises an automated response system (i.e. interactive voice response unit or 
automated agent; Fig. 1 : 160, 161) operable to communicate with the global knowledge database 
independent of the first response system, and wherein the first response system comprises a live 
agent response system (i.e. human agent; Fig. 1: 171, 172, 173) (col. 6, lines 29-41 and lines 54- 
61; col. 9, lines 4-20; col. 11, lines 26-41). 

Regarding claim 20, the system of claim 17, wherein Bushey discloses said report further 
comprises that the selection of a recommendation (i.e. best match) causes a display of linked 
additional data (i.e. additional agents may be added to the list and allowed to service the 
customer while the selection is pending) (col. 9, line 42 - col. 10, line 1 1). 

Regarding claim 21, the method of claim 13, where Bushey discloses the report further 
comprises at least one recommendation (i.e. best match) regarding at least one response system 
(i.e. agent) (col. 9, line 42 - col. 10, line 1 1). 

Regarding claim 22, the method of claim 21, where Bushey discloses the at least one 
recommendation is selected from the group consisting of change the business process, change a 
specified response system (i.e. route to another agent based on time), send this type of 
transaction to a specified response system (i.e. route to an agent with the best match value), 
enhance the handling of a customer contact, automate the response to the customer, do not 
change the business process, and a combination thereof (col. 9, line 42 - col. 10, line 11). 

Regarding claim 23, the system of claim 17, wherein Bushey discloses the report 
comprises an overlaid contact graph (i.e. a list with best matched agents) comprising a plurality 
of shapes (i.e. pointer, entry), wherein each shape comprises dimensions corresponding to the 
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data (i.e. agents, agent models, modalities) stored in the analysis database (col. 9, line 42 - col. 
10, line 11; Fig. 5; col. 12, lines 13-46). 

Regarding claim 24, the system of claim 17, where Bushey discloses the at least one 
recommendation is selected from the group consisting of change a business process, change a 
specified response system (i.e. route to another agent based on time), send this type of 
transaction to a specified response system (i.e. route to an agent with the best match value), 
enhance the handling of a customer contact, automate the response to the customer, do not 
change the business process, and a combination thereof (col. 9, line 42 - col. 10, line 1 1). 
Conclusion 

8. The prior art made of record and not relied upon is considered pertinent to applicant's 
disclosure. See PTO-892 Form. 

9. Any response to this action should be mailed to: 

Commissioner for Patents 
P.O. Box 1450 
Alexandria, VA 22313-1450 

Or faxed to: 

(571) 273-8300 (for formal communications intended for entry) 

Or call: 

(571) 272-2600 (for customer service assistance) 
Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to LISA HASHEM whose telephone number is (571)272-7542. The 
examiner can normally be reached on M-F 8:30-5:30. 
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If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Fan Tsang can be reached on (571) 272-7547. Any inquiry of a general nature or 
relating to the status of this application or proceeding should be directed to the Group 
receptionist whose telephone number is (571) 272-2600. 

10. Information regarding the status of an application may be obtained from the Patent 
Application Information Retrieval (PAIR) system. Status information for published applications 
may be obtained from either Private PAIR or Public PAIR. Status information for unpublished 
applications is available through Private PAIR only. For more information about the PAIR 
system, see http://pair-direct.uspto.gov. Should you have questions on access to the Private PAIR 
system, contact the Electronic Business Center (EBC) at 866-217-9197 (toll-free). 



/Lisa Hashem/ 
Examiner, Art Unit 2614 
February 1,2009 



